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Covered California Governance

Independent Public Entity with Qualified Board
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Diana Dooley, Board Chair and Secretary of the California Health and Human Services Agency,
which provides a range of health care services, social services, mental health services, alcohol and
drug treatment services, income assistance and public health services to Californians
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Susan Kennedy, Nationally-recognized policy consultant, former Deputy Chief of Staff and Cabinet
Secretary to Governor Gray Davis, former Chief of Staff to Governor Arnold Schwarzenegger,
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Small Business Health Options Program

Advisory Group Charter

COVERED

Purpose: To provide advice and recommendations and serve as a
sounding board to Covered California to assist in the continual refinement
of policies and strategies to ensure we offer a unique value to small
businesses that purchase coverage through SHOP.

Scope: Provide input on strategies to raise interest in the SHOP and
ensure that it provides value for small employers.

Structure: Advisory Group members are selected for an initial two-year
term and meet quarterly. The SHOP Advisory Chairperson will serve a
one-year term.




Small Business Health Options Program (SHOP)
Advisory Group

. Welcome and Introductions
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SHOP Advisory Group

Il. SHOP Operations
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SHOP Operations

* Enrollment Statistics

e Status of Agent Commissions for SHOP

e Status of Agent Commissions for MediCal
* Questions and Discussion

e Public Comment

(i)
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SHOP Operations

Enrollment Statistics

COVERED

Effective Date

1/1/2014

2/1/2014

3/1/2014

4/1/2014

5/1/2014

6/1/2014

Grand Total

Average

SHOP Cases & Lives Sold By Effective Date

# Groups

490

242

233

258

206

158

1,587

Subscribers

2,449

1,013

1,147

1,061

893

679

7,242

4.56

Dependents

1,256

484

434

450

331

300

3,255

2.05

Total
Members

3,705

1,497

1,581

1,511

1,224

979

10,497

6.61




SHOP Operations

Enrollment Statistics

(i)

COVERED

Groups Sold by Sales Channel & Effective Date

Sales Channel 1/1/2014 2/1/2014 3/1/2014 4/1/2014 5/1/2014 6/1/2014 Grand Total % of Total

Agent Assisted 109 71 46 80 66 55 427 26.91%
Agent plus GA 271 125 129 118 93 77 813 51.23%
Employer Direct 110 46 58 60 47 26 347 21.87%
Grand Total 490 242 233 258 206 158 1,587 100.00%

Lives Sold by Sales Channel & Effective Date

Sales Channel 1/1/2014 2/1/2014 3/1/2014 4/1/2014 5/1/2014 6/1/2014 c'irzatra::j % of Total
Agent Assisted 801 434 269 467 344 331 2,646 25.21%
Agent plus GA 2,435 868 1,092 865 676 525 6,461 61.55%
Employer Direct 469 195 220 179 204 123 1,390 13.24%
Grand Total 3,705 1,497 1,581 1,511 1,224 979 10,497 100.00%




SHOP Operations

Enrollment Statistics

Effective Date

1/1/2014

2/1/2014

3/1/2014

4/1/2014

5/1/2014

6/1/2014

Grand Total

% of Total

Lives Sold by Carrier & Effective Date

Blue Shield

521

237

194

199

128

146

1,425

13.6%

CCHP

31

16

32

40

10

134

1.3%

HealthNet

1,053

467

490

521

430

251

3,212

30.6%

Kaiser

2,003

724

838

744

647

560

5,516

52.5%

Sharp

54

38

37

140

1.3%

WHA Grand Total

26

13

11

11

70

0.7%

3,688

1,495

1,567

1,544

1,224

979

10,497

100.0%

COVERED
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SHOP Operations

Enrollment Statistics

Lives (Subs + Dependents) Sold by Rating Region & Effective Date

Region # Region Description

001
002
003
004
005
006
007
008
009
010
011

012
013

014
015
016
017
018
019

[ ]

li Total

COVERED

Rural North/Sierra

Wine County

Great Sacramento Region

San Francisco
Contra Costa
Alameda

Santa Clara

San Mateo
Monterey Bay
Central Valley North
Central Valley South

South Coast

Southern Desert
Kern

Los Angeles East
Los Angeles West
Inland Empire
Orange County

San Diego

1/1/2014

56
333
233
157
236
434
213
116

60
107

98

66

15
335
451
310
174

294
3,688

2/1/2014

6
126
42
52
66
115
96
56
21
19
37
27

16
137
263
131
104

174
1,495

3/1/2014
3
85
45
80
59
111
121
75
66
48

56

25
178
261
133
113

99
1,567

4/1/2014
14
98
66

121
79
128
158
59
28
11
11
24

209
175
104
112

139
1,544

5/1/2014
27
101
33
91
53
95
140
37
52
14
24
33

139
132
65
85

86
1224

6/1/2014
6
39
53
24
24
68
54
11
32
72
13
45

20
134
150

52
113

69

979

Total
112
782
472
525
517
951
782
354
259
271
189

251
19

92
1132
1432

795
701

861
10497

Region % of
Total

1.1%
7.4%
4.5%
5.0%
4.9%
9.1%
7.4%
3.4%
2.5%
2.6%
1.8%

2.4%
0.2%

0.9%
10.8%
13.6%

7.6%

6.7%

8.2%

100.0%
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SHOP Operations

Enrollment Statistics

Sales Channel

Agent Assisted

Agent plus GA

Employer

Direct

Grand Total

% of Total

Group Size (# of Employees) by Sales Channel

327

604

263

1194
75.3%

6-10

72

153

57

282
17.8%

as of June 30, 2014

11-15

15

34

15

64
4.0%

Group Size
16-20 21-25
8 0
13 7
6 4
27 11
1.7% 0.7%

Grand

26-30 31-35 36-40 41-45 Total

0.2%

0.2%

0.1%

0 426
1 813
0 348
1 1587

0.1% 100.0%

COVERED
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SHOP Operations

Status of Agent Commissions for SHOP

Description As of 7/31/14 % of Total
Total Agents 699

Agents Paid 356 50.92%
Paid week of 8/4/14 88 63.52%
In process 255 36.48%

COVERED
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SHOP Advisory Group

I11. Service Center

14



Service Center Statistics

« Update and Overview
* Questions and Discussion
* Public Comment

15



Service Center Statistics

Pinnacle Service Center Call Statistics

Period June 1, 2014 thru June 30, 2014

Call Statistics Total

Offered 19,722

Handled 18,286

Abandoned 1,436

Transferred 305]

Average Calls Offered 895

Average Calls Handled 853
Call Statistics Current Target
Avg Handle Time 9 min. 46 seconds 17 minutes|
% Abandoned 7.28% 5% or less
Service Level 88.74% 80% or better
Avg Talk Time 8 min. 53 seconds| 15 minutes|
Speed of Answer 3 min. 21 seconds| 80% in 20 minutes or less*

* This is in review/discussion.
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Service Center Statistics

Pinnacle Service Center Chat & E-mail Volume
April, May & June 2014

April: 740 April: 1,455 4 days
May: 448 May: 1,591 1 day
June: 349 June:: 1,433 1 day

Service Center Staffing
as of June 30, 2014

FTE Temp Open
CSR 33 0 7
Leads 6 0 0

COVERED
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SHOP Advisory Group

IV. Carriers
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SHOP Advisory Group

BREAK
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SHOP Advisory Group

V. Agent Update
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SHOP Sales

Overview

« Events Calendar
— 2nd & 3rd quarter

« Strategic Sales Planning
— Training
— Territory Alignment
— Business Planning
— Target Agencies

 Grantee Leads

m — Tracking
i
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Agent Update / SHOP Sales

SHOP Grantee Leads

Grantee Opportunities Effective Date

Grantee Lead Type Stage 4/1/2014 5/1/2014, 6/1/2014/Grand Total
Cal Asian Chamber Bad Lead 0 0 1 1
Pending 0 0 0 0
Closed Won 0 0 0 0
Closed Lost 0 0 0 0
Cal Asian Chamber Total 0 0 1 1
Hispanic Chamber Bad Lead 0 0 7 7
Pending 0 0 16 16
Closed Won 0 0 0 0
Closed Lost 0 0 1 1
Hispanic Chamber Total 0 0 24 24
Small Business Majority Bad Lead 80 17 3 100
Pending 12 5 2 19
Closed Won 0 0 0
Closed Lost 8 1 0 9
Ay Small Business Majority Total 100 23 5 128
G\Grand Total 100 23 30 153

COVERED
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SHOP Advisory Group

VI.

Marketing & Outreach Update
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Marketing & Outreach

EEEEEEE

Small Business Outreach
Agent Marketing

Small Business Marketing
Questions and Discussion
Public Comment

24



Agent Marketing

Covered California SHOP Print Advertising

m l

COVERED
CALITORMIA

=

Small groups.
Big choices.

The Small Business Health Options
Program (SHOP) from Covered
California gives small businesses
advantages they wou't find
anywhere else.

The SHOP Marketplace offers plans from

Cowvared California Individual Exchange.
Qualified small groups can also receive
substanial tax credits - avallable onty for
plans purchased through SHOP. And with
o late foes, ro service fees and a single bil.
I¢s navver boen easier for small businesses
%0 discover groac benefiss,

Take a look at SHOP for
your renewals. =

ywi
. (877)453-9198 g
0 www.CoveredCA comyfsmall-business 5

Directory Issue

o) |

COVERED
caLroRmiA |
>

It’s time to
SHOP for
renewals.

The Small Business Health Options
Program (SHOP) from Covared
California gives small businesses
advantages they won't find
anywhere eise.

The SHOP Markesplace offers plans from

substansial tax credits - available only
for plans purchased through the SHOP.
PRI R

a single bill, Its never baen sasier for small
Brasinesses 1o discower groat benefies,

Welcome to SHOP.

. (877) 453-9198
2 www.CoveradCA.com

August 2014

CEvVINED

It’stime to
SHOP for
renewals.

lanth Coek
Cpdaze

Frogrars [3HOP) foam Czwased
Catfarmis gose wval bonireuss
afwaniages thay wiet And
aryntace shs

TV 1LE Wb de e M e Ve
LR I T P R T
(A sl g A e
ot it N« el 4 - Sy
Vot e e g hmand P gh oo DTS

P R T
P T L s

Wolcoma tothe SHOP,

 ET4R.0RE
= ww Cov e com

September 2014

“‘Renewal” Ad Campaign for California Broker

COVERED

CALIFORNIA
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Agent Marketing

2015 SHOP Renewal Packet

small Business Health Optlons Program (SHOP) CorRaaD
Renewal Options Guide

SHOP Renewal to Include...

Comphate the renewal of your business heaith insurance pian quickly by following the chart below.
I yous hawve any questions, conkact your Agent or the SHOP Customier Service Center a1 (877) 4539158,
OPTIONT oPTIoN 2 OPTION3
TRRET ety smarin «  Renewal Options Guide (i.e. Employer
S nowem | mommmmowm | mososc Instructions)
A — «  Employer Rate Summary
vl SEEEELL wmmese weee= | e Employer Dual Tier Summary & Pricing
e | S | e «  Employee Worksheet : Dual Tier
PEEEE oo B Options & Renewal Pricing
DR pasoplerber ool el obon by

COVERED
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Agent Marketing

arketing 100IsS 10r

gents
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INTRODUCING

SHOPWORKS

Marketing tools for Agents

insurance

SHOPWORKS Is a new set of tools provided by the
Covered Californla Small Business Health Options
Program (SHOP) to ghve Certified Agents Ideas,
materlals and resources that will help them sell and
support SHOP heaith Insurance plans to small
businesses in Callfornia.

IUST BECAUSE
YOUHMEA

GOESNTMEANYOU
SHOLLDNTGET

The first set of tools avallable from SHOPWORKS Is a
collection of postcards that can be customized, printed and
malled to prosp These prof lly- designed mallers
help Agents market products and services and generate
leads who are interested Iinthe new health insurance cholces
avallable to small employers through the SHOP Exchange.

Click to learn more

or call 877.4539198 to speak with a SHOPWORKS coordinator

27



Agent Marketing

SHOP Seminar Invitations

il

ON NEW CHOICES

AUGUETI | TS AUGESTII)7-Gm  ADGUSTII[7-%m  AUGHSTI | -3

DN N et DN Newatl I e

HEALTH

INSURANCE

()
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CAMPAIGN



SHOP Marketing Campaign 2014
Phase | (Mar'2014-dJune’2014) Campaign Recap

Objectives: Email Blasts

* Build awareness for the program
* Lead generation/Lead conversion
* Meet enrollment goals

COMPLETE YOUR COVERED CALIFORNIA|
P S brninens Health Optrons Pragram (S407) Appieatian

B VISIT COVERED €4

P £ AvouT
Q@ caLLvournsupd St iee o ()

Target Audience:
« Small businesses with up to 50 employees

Phase | (Mar’2014-June’2014) Campaign Results: SEEETETT

Awareness: =

+  Delivered over 92M impressions to help drive awareness

Lead generation: o )

+  Resulted in 9000 leads, with average Cost Per Lead of $69 CPL from the Digital Banner and Mobile Ads
start of the campaign to $17 CPL toward the end of the campaign. S
Compared to industry B2B benchmark of $264 CPL.

*  The improvement in CPC was due optimization throughout the campaign.

*  Best performing media vehicles for lead generation purposes: Mobile,
Paid Search, Paid Social.

*  Digital ads show 23% lift when placed within “Business and Career”
content.

*  Coveredca.com/small-business landing page performed better than
coveredca.com/shop4business as users preferred to engage and learn
more with info provided by CoveredCA rather than submitting their email
address to receive information.

51 Vo coverndcs commbbumeess X, Ca - 47 439108

Small Business
Health Options Program (SHOP)

LEARN MORE

(A “Lead” is defined as someone who clicks on our online ads and then click “Apply
Now”, “Get a Quote”, “Find Help Near You”, “Employer paper application/English &
Spanish” buttons on the small business website.)

COVERED
CALIFORNIA



SHOP Marketing Campaign 2014
Phase Il (Aug'2014 — Oct'2014) Campaign Strategy

Ethnic-owned Plan Media Weight
ST businesses as % of % for Phase 2
CA business with (Aug-Oct 2014)
paid employees

1. Enhance ethnic advertising :
. f . White 70% 67%
« Better ethnic representation visually

Campaign Strategy:

' [ ' i . Hispani 8% 17%
 Adjust paid media buy according to ethnic- pane
i ictri i African American 1% 2%
owned business distribution (from census data) .
« Add Spanish language advertising Astan 11% 14%
Other 10% 0%

2. Leverage the individual market’s social media
platforms (Facebook, Twitter, Google+) to reach
employees of small businesses

3. Integrate with broker/agent advertising

4. Continuously apply learnings from previous campaign to
Phase Il campaign

5. Maintain the same objectives of driving awareness and
driving leads/enrollments.

[ ] @.

I

1L
COVERED
CALIFORNIA



SHOP Marketing Campaign Aug-Oct'2014
Messaging Strategy

Continue to focus on the following key messages

+ Control & Choice — SHOP lets you choose the level of coverage you
want to offer employees, and lets them choose among all available
plans at that level.

*  Quality — SHOP offers quality health plans from brand-name insurance
companies.

+ Employee Retention & Recruitment — SHOP’s quality affordable Tax Credit

health insurance can help attract and retain talented employees.

Supporting Message: A benefit of SHOP to be

mentioned when possible.
+ Tax Advantages — Small businesses may be eligible for tax credits of up to 50%
of premium costs. Only available through Covered California.

+ Upcoming Renewals — SHOP is a viable option for upcoming renewals in Fall
2014

Call to Action:

+ Contact certified agents for a proposal/quote
* Visit CoveredCA website or call the Call Center to learn more or
enroll

Future Enhancement: We will be able to dial-up the “Convenience &

Control & Choice
Quality of Health Plan
Employee Retention

Upcoming Renewals

Simplicity” message once the SHOP enrollment process (online and
.2 offline) improves.
H

COVERED
CALIFORNIA
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SHOP Marketing Campaign Aug-Oct’'2014

Earned Social Media

Leveraging Individual Market’s Social Media Platforms:

Facebook, Twitter, Google+

m California
o May 15 &

This is Small Business Week, making it a good time to talk to
your boss about health coverage. Learn what Covered W) Covered California
California's Small Business Health Options Program (SHOP), g 1@

a marketplace for businesses with one to 50 employees, can
offer. Tax credits may be available. Read more about it here:
http://bit.ly/CoveredcaSHOP #SBW2014

Work got

Looking for health insurance options for your employees? #CoveredcaSHOP
has various coverage offerngs that ket's your empioyees choose a pan than
meets ther needs. Find out more at http://bE.ly/ tkwm2m4,

COVERED CALIFORNIA

you
covered?

Small Business Health Options Program

- Liks - Comment - Shars [5 23 Shar=s
COVERED

CALIFORNIA

Unlike * Comment * Share B 16
Yy You, Sharon Krosel and 86 others like this. Top Comments ~

Fi %

Covered California @ CoveredCA - May 15

Learn about #CoveredcaSHOP during #smallbusinessweek. Talk to your boss
about offering health coverage. #SBW2014 bit ly/CoveredcaSHOP

Expand

™ Covered California @coveragca Juliz
Purchasing #healih insurance through #Coveredca
for the health of your employees and #SmaliBiz. bit

-

v
Q Covered California
e Shared publicly - Jul9, 2014 #Health I

Show your amployees you are invested in their well-being. Give them
the benefit of health coverage through Coversd Califormiz's Small
Business Health Options Program Leam more at

bit ly/CoveredcaSHOP

SHOP Markeiplace

& Covered Cahfornm

&

COVERED
CALIFORNIA
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SHOP Marketing Campaign: Aug-Oct’ 2014
Advertising Creatives

COVERED

CALIFORNIA

| COVERED
CALIFORNIA

Un seguro de salud a
través de SHOP ayuda
atuempresay les brinda
opciones a tus empleados.

Health insurance through
Covered California SHOP
gives you control,
and your employees a choice.

Mantén el control financiero de tu empresa. Elige cuinto quieres gaster,

Keep yourself in fi | control of your business. Choose the ; tus entre una variedad de excelentes |
spend?nglwelsthatm rghtforyou and Ietywrenvlayees' ?ﬁgwq;rummmmmdﬂm*ww:
choose from a range of leading health plans that are right for de Salud para las nqa-uu Empresas de Covered Callfornia
them. With Covered California SHOP, our Small Business (“SHOP™), m mm ll'llkl de calidad. Visita
MWWWEWMW ‘mﬁﬂ.hﬂmnmwmmw

Visit our website, call us or talk to your agent today.

Print Ad in English - Multi-Segment NEW/. Print Ad in Spanish - Hispanic Segment

COVERED
CALIFORNIA



SHOP Marketing Campaign: Aug-Oct’ 2014

Advertising Creatives

Multi-Segment Banners (English)

You choose
the spending level

They choose the plan.

Make sure yours are insured
with Covered California's SHOP.

Make sure yours are insured
with Covered California’s SHOP.

NEW! Hispanic Segment banners (Spanish)

They choose the plan.

You choose
the spending level

Programa de opciones
de salud para pequefias
empresas (SHOP)

aloin)ro)

PROGRAMA DE SALUD PARA
EMPLEADOS DE PEQUERAS EMPRESAS

Empleados
saludables para
un negocio
saludable.

« ’*‘_
{’,‘, ™ P
elaelo

PROGRAMA DE SALUD PARA
EMPLEADOS DE PEQUERAS EMPRESAS

saludables para
un negocio
saludable.

Asegura a los tuyos con
el programa SHOP de
Covered California.

PROGRAMA DE SALUD PARA
EMPLEADOS DE PEQUERIAS EMPRESAS

COVERED
CALIFORNIA
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SHOP Marketing Campaign Aug-Oct’2014
Landing Page(s)

ENGLISH SPANISH
Coveredca.com/small-business Coveredca.com/espanol/small-business
Your destination for affordable, quality health care, including Medi-Cal i B8 & T2 We b S I te U p d ate I n p rO g reS S

ABOUTUS ~ COVERAGE ~ RESOURCES  PROGRAMS&PARTNERS ~ NEWSCENTER  LANGUAGES:ENGLISH

COVERED
CALIFORNIA

Bl Small Business Health Options Program m

COVERED

Welcome to the SHOP Marketplace!

CALIFORNIA
e il Covered California ‘HI’
Apply Here Special Bulletins
+ SHOP Press Release s :

212114 Para pequenos negocios Recursos
Get a Quote + SHOP Portal FAQ's for Para mas inforn

Employers 0

Pilan Providers

estos documentos

Hoja informativa para pequenas

empresas
Hoja infor va ce litos
Uibutarios para pequefias
Covered California’s™ Small Business Health Options Program (SHOP) is a new, health insurance marketplace developed

empresas

for businesses with one o 50 eligible employees!']

Business owners know that the ability to offer employees quality health insurance s a competitive advantage in the labor market
Health insurance through Covered California’s SHOP gives you financial control of your business while allowing your employees
to choose from a range of quality, affordable heaith plans. View the SHOP fact sheet for more information on how SHOP wil
benefit your business and employees. There is no penality for not enrolling in SHOP, and there is no additional fee for using a
Certified Insurance Agent

? i v

isefiado para
5 a iempo completo.
planes de salud
sequros, incluidos planes
ra grandes empresas.

equivaler

mpleacos una amplia variedad
Frequently Calculate Your Find Help Paper ic opciones de seguros médicos de caidad y hara que este proceso sea mas facil que
Asked Questions Tax Credit Near You Application o hiciera por su cusntz

B B e -Emoloyas Gomo los duefios de pequefias empresas saben, ofre: s empleados cobertura
- Eigitillt & Patticipation business owner Wity agent by name or ocalion - Employee (Espaia] sribidic e alta calid —— elnercado laboral. P i
el P e ica de alta calidad es una vertaja competiiva en el mercado laboral. Proveer seguro
- Retss, Cuotss & Plans e e  Emghyer Espei médico a sus em; s le ayudard a contratar y mantener a los mejores trabajadores
~Tax Croas & Sunsitioe : También hara empleados estén mas saludables y sean mas felices y productvos
=0 Por Fox Emplers

Programs & Partners  The Board Resources Connestrih Us Eoveed s Somsredby

PR TP —
ducal Health Benefit Exchange

= in Partnership with

DHCS

COVERED
CALIFORNIA
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SHOP Marketing Campaign Aug-Oct’2014

Media Plan Summary

Target small businesses cost-effectively in media vehicles most commonly consumed by the target
audience, aiming for Cost-per-Lead of < $50

DIGITAL ADVERTISING

Print — . * 2 insertions per publications
Multi- ‘_L:Q_S_ ANGELES BUSINESS JOU_[_{NN:_ » Circulations: 24K (LA), 11K (SF), and 10K
Segment e———— SACRAMENTO (Sacto)
(English) BisiiiessTimes ~ BUSINESS JOURNAL
Print 1 *Di * 6 insertions per publication (2x per month)
Hispanic én " IM% l tlno 1 * Contextual targeting, within or adjacent to
(Spanish) B e, i Business/Health content
- * Circulations: LA Dia a Dia (40K), SD El
El H‘spano Latino (66K), Sacto El Hispano (15K)

Custom Audience targeting: 50M impressions for General Market, 25M impressions Asian, 6M impressions for African American,
9M impressions for Hispanic

Programmatic
Digital
Banners
(English and
Spanish)

Through partners like

‘{: collective CONVERSANTD

We'll be able to adjust the media weight based on ethnic-owned small

business distribution. Our ads will be on sites such as:

* 247sports.com, accuweather.com, abcnews.com, thestreet.com,
cnet.com, monster.com, etc.

* Elhispanonews.com, mundohispanico.com, univision.com,
cosmohispano.com, etc.

66 M impressions, with estimated eCPM
from $1.46 to $3.95

Mobile, Paid
Search, Paid
Social

admab

by Google:

Google

facebook. Linked[f}].

Target mobile apps small businesses use
most (Navigation, Finance, Business News,
etc.) via Admob, Paid Search with Google,
and social ads with Facebook and Linkedin.
Estimated 250K clicks via Admob & Google,
and 1.3M impressions via FB and LinkedIn

COVERED

CALIFORNIA
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SHOP Marketing Campaign

Media Weight and Estimated Deliveries
Aug 18, 2014 — Oct 31, 2014

Ethnic-owned Plan Media Weight % for
Segment businesses as % of CA Phase 2 Total Media Spend
& business with paid (Aug-Oct 2014) (Aug-Oct 2014)
employees*

White 70% 67% S301K
Hispanic 8% 17% S80K
African American 1% 2% S12K
Asian 11% 14% $63K
TOTAL MEDIA SPEND $456K
Total Media Spend by Media Vehicle Print (20%) $91K

Digital (80%) $365K

®
i.il. - —
1L

COVERED
CALIFORNIA *Census Data
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Small Business Health Options Program (SHOP)
Advisory Group

Thank you!

(ii)

COVERED
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